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Safety Culture Transformation
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AA Safety Culture Transformation Timeline
Reporting

1994 2009

1st Voluntary Just Culture
Employee applied to
Reporting ASAP
Program
(Flight ASAP)

» 1994 — First ASAP MOU signed - Flight
* 1997 — First ASAP MOU signed - Dispatch

1997 — 1st
* 2009 — ASAP MOU signed — Cabin
_ 1998 — 1% * AA ASAPs cover 40,000+ employees
Maintenance ASAP

* By 2009 — 165 nearly identical industry ASAP programs

« All voluntary reports involving FAR violations are accepted with

2009 -, nho company or FAA punitive action unless they involve criminal
Cabin ASAP  activity, intentional falsification or intentional falsification or
intentional disregard for safety.




Understanding our Safety Culture

What type of Safety Culture do we have?
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Secretive Blame Reporting  Just



Understanding our Safety Culture

System of
accountability that

best supports a
safety culture

What is a “Just” Culture?

Reporting
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AA Safety Culture Transformation Timeline
Reporting

1994 2009

1stVoluntary Just Culture
Employee applied to
Reporting ASAP
Program

(Flight ASAP)

» 2009 — FAA just culture applied to ASAP
study using AA through University of
1997 — 1st New Mexico

Dispatch ASAP
1998 — 18t
Maintenance ASAP

2009 —

Cabin ASAP




Just Culture applied to Employee Reporting (ASAP)

American invested just culture with training and tools which in turn equated to an
investment in our people.

Study concluded that just culture applied to ASAP added value by:
Providing a common methodology

Ensuring a common focus

Aligning the ASAP team(s)

Defining the rejection criteria

The results of the test were so well received that:
» the FAA allowed American to continue using Just Culture as the
foundation for its ASAPs

» AA, the labor associations and the FAA embraced just culture and chose
to permanently implement just culture into the ASAP



Just Culture applied to Employee Reporting (ASAP)

Flight/Maintenance ASAP Corrective Action Comparison
Pre/Post Just Culture (Percentage Change)

: : Flight Maintenance

Coaching 114% 104%
Formal Classroom Training 36% 44%
Publication/Program Change 20% 137.50%
Simulator Training/Re-educate 24% 240%
Training Revision/Training Program Change 3% 600%
Procedure Change/Safety Concern 2% 125%

Not Accepted/Rejected 103% 140%



AA Safety Culture Transformation Timeline

Reporting Cﬂ:JlSJtre

1994 2009 2011
1st Voluntary Just Culture Organizational
Employee applied to “Just” Policy
Reporting ASAP
Program

(Flight ASAP)

+ 2011 — M&E implements Just Policy

1997 - 1¢ — a just culture approach to all
Dispatch ASAP 2010—|  errors and events.
SLU led
1998 — 1st Safety Culture
Maintenance ASAP Assessment
2009 —

Cabin ASAP



Implementation of Just Policy in M&E

Maintenance Related Errors/Events Investigated by MEAA/ASAP

 The benefits of Just Policy: e A e

* Increased workforce trust e ——
Maintenance In-Process Error —

* Improved quality data collected N
Injury Event l

0 5 10 15 20 25 30 35 40

« Enhanced organizational risk picture

= Chose to not review procedures before start (worked from memory or verbal)

mChose a cursory review of papenwork/procedures resulting in faiure

= Unsafe Choices in Aircraft movement

ape
° Of ~500 MEAA/ASAP investigations under Just Policy, a total of
I I V u mUnsafe Choices in Vehicle movement 109 Investigations identified At Risk Behaviors that contributed in

some way to the error/event investigated . These At Risk

Lack of Situational Awareness
Behaviors were categorized into the chart above.

Qual Exp
Chose to use equipment not trained to use
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AA Safety Culture Transformation Timeline

Management

Bankruptcy Risk Meeting

: Just
Reportin SMS
P g Culture
1994 2009 2011 2012
1st Voluntary Just Culture Organizational S
Employee applied to “Just” Policy
Reporting ASAP System
Program
(Flight ASAP)
1997 — 1st
Dispatch ASAP 2010 —
SLU led
1998 — 1st Safety Culture
Maintenance ASAP Assessment
Jan. 2012 —
Cabin ASAP ankruptcy Filing

Distressed Carrier
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Managing Risk During Times of Organizational Stress

« The team focused their activities to the development of human performance
risk management strategies through bankruptcy.

‘ ER

Performance

Safety Climate
Temporal Impacts

Leadership
Safety Strategies

Safety Legends

Organizational/Personnel Values
Unquestioned Assumptions

*St. Louis University, Parks College — Safety Culture Pyramid 1



Managing Risk During Times of Organizational Stress

» Applied a “socio”-technical bow-tie analysis to assess the risks associated with
the organizational stress.

Participants:

« Key leaders from all operating departments

« Labor safety representatives

« FAA (CMO and DC)

 Human performance subject matter experts (FAA, Industry, Academia)

12



Implementation of the Safety Management System

« American Airlines and its stakeholders, in close collaboration with the FAAAMR
Certificate Management Office, finalized implementation of a fully functioning
Safety Management System in June 2012.
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AA Safety Culture Transformation Timeline

Just

Management SELEVIIS

Values

N

A

2013

Critical

' SMS
Reporting Culture
1994 2009 2011 2012
1st Voluntary Just Culture Organizational S
Employee applied to “Just” Policy
Reporting ASAP System
Program
(Flight ASAP)
1997 — 1st
Dispatch ASAP 2010 —
SLU led
1998 — 1st Safety Culture
Maintenance ASAP Assessment
2009 — Nov. 20114 | 531, 2012 -
Cabin ASAP Bankruptcy Filing

Distressed Carrier

Bankruptcy Risk Meeting
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Safety Culture Pyramid

Behavior
Performance

Safety Climate
Temporal Impacts

Leadership
Safety Strategies
Safety Legends

Organizational/Personnel Values
Unquestioned Assumptions

*St. Louis University, Parks College — Safety Culture Pyramid
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Implementation of Critical Behaviors

Critical Behaviors are a focused list of critical decisions that
must be made in the course of daily activities.

Four Critical Behaviors for

Four supporting Critical Behaviors for

Realign the organization to a set of primary and to
set clear focused on
and

Critical Behaviors ensures the frontline and leadership team
understand the line between and
behaviors.

Critical Behaviors for the
Frontline Leader

1} SUPFORTING CRAMCAL BEHAVORE: Vs wil asl
Inceniivize: o comdone deviafiors: fom Gl Behenions In
ot b rwed i desding o schedun | we Tasl eroun ow
poephs am provided wil b, equiprenl and seures
e ko ol ra C Pl Babunes ensecialion

3 PFRIOAITIENG SAFETYAGLALITYICOMPLIANCE: Wa
il fsi= B0 =sadronmesi of open communicafion which
o nilely, quallly st carelahon.

Critical Behaviors for the
Frontline Employee

1} FEVAEWING AMD COMPLYIMG WITH MAINTERARCE
WETRUCTIONS: Pibar b parlirming reislarance, w il
iebime by coter] marlnare mbvciom e v
OFU 1501 and it efecavy; me wil ot deviate o o
wratzl by assicate proovbam.

3 DOCUMENTING WANTEHANCE PERFORMEL: Wa
wil thesret ol sk pomres], kg wesh ot cabed
e b svdim o bk e sovile o deed

deurarked b atake o B st of skl o5 whet Fairy
o e i

5} UNDERSTAMDIMNG YOUR BXGMATURE AUTHORITY:
Wi ol magricn b gl andhwieen e mbuify o
irakum womer] Wy ke moh moarpates
ot sgnaines guiraies we o qusilfied i parfariign
o e ek ] Dol el e parkieed iR accoedancs
with apprownd puidercalproosdusm.

4] BOVING ARCRAFT BAFELY: Vo wil seompinh ol
ol reweed {lesi o low) i) and adaring b
pound haecing chediin and Wil e cwsn e
P i i e [ prewe] daTage.
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Implementation of Critical Behaviors

\ &

American Airlines

Critical Behaviors implementation includes:

* Senior Leadership commitment letter

* Instructor-led, risk based training

« Critical Behaviors employee badge cards

« Critical Behaviors promotion through all media channels

* Presentation of a Commitment Coin
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Conclusion

. Just
Re po‘rtl ng Cul}u re

1907 — 1%
Dispatch ASAP

2010-
SLU led
Safety Culture
Assessment

1998 - 1%
Maintenance ASAP

Nov. 2011 - Jan. 2012~

Bankruptcy Filing Meeti
Distressed Carrier Bankruptey Risk Meeting

2009 -
CabinASAP

Reporting

Safety Climate

Leadership
Safety Strategies
Safety Legends

Just Culture

\
SMS

\
Critical
Behaviors
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Organizational/Personnel Values
Unquestioned Assumptions

*St. Louis University, Parks College — Safety Culture Pyramid



